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Abstract

Sustainability is a global concern, particularly in the tourism sector, where overtourism is increasing due to resource consumption, trash production, and habitat degradation. The United Nations 2030 Sustainable Development Goals have prompted hoteliers to adopt environmentally sustainable practices, driven by consumer demand for eco-friendly products, stricter environmental regulations, and increased customer satisfaction. The IHG hotel, Voco Saint Davids, Cardiff, serves as a case study for analysing the coexistence of sustainability and luxury.

The emerging generation of "Lifestyle of Health and Sustainability" consumers prioritize holistic health, personal growth, sustainable living, environmental stewardship, and global social justice. This burgeoning need is seen in consumers' preference for facilities that offer current technology and demonstrate commitment to sustainability through various eco-friendly activities, leading to the growing importance of "Green Hotels" and "Responsible Luxury." In the hotel sector, satisfaction is a vital element, as it influences the quality of products and services. Shifts in consumer attitudes towards environmental awareness, sustainability, and social responsibility are noted in the context of modern environmental trends, compels companies to participate in environmental transformation to mitigate adverse externalities stemming from their economic activities.

Voco St. Davids Cardiff, a five-star hotel in Cardiff, Wales, is part of IHG Hotels & Resorts, an international hospitality enterprise known for its unique character and dedication to delivering a welcoming guest experience. The brand's distinctive contemporary design aims to attract individuals, as consumers increasingly value fresh experiences and current aesthetics. Technological factors, such as the UK's position as a leading technology hub worldwide, enable hoteliers to modernize operations and achieve operational efficiencies. Environmental factors, such as public awareness of climate change and environmental conservation, drive hotels to implement sustainable practices, minimize waste, and manage resources judiciously. Legal factors play a crucial role in the operational and compliance standards of hotels in the UK. Opportunities for Voco St. David's include expanding its services and market presence, focusing on sustainable tourism, and attracting eco-conscious travellers. Threats include stringent environmental standards set by the UK government, which may require additional spending on sustainable infrastructure and increasing compliance costs.

Voco St. Davids Hotel in Cardiff is a sustainable hotel that aims to improve guest experience through a combination of personal and digital assistance. Despite the use of robots, a study found that 42% of leisure guests felt an improvement in their experience due to robots, while 31% expressed disapproval. The hotel offers a combination of personal and digital assistance through IHG's reservation and customer service systems but ensuring uniform service quality can be challenging due to high occupancy rates. IHG Hotel and Resorts is committed to sustainable practices, with a decade-long 'Journey to Tomorrow' strategy aiming to positively influence individuals, communities, and the environment. The hotel's housekeeping department implements strategies to reduce environmental impact while maintaining high guest service standards. Customer satisfaction is crucial in hotel management, and Voco St. Davids is regarded as a superior option in Cardiff.













1. Introduction 

Undoubtedly, sustainability is one of the single most significant global issues the world faces. Tourism can profoundly impact environmental sustainability via resource consumption, production of trash, and habitat degradation, hence, the ongoing worldwide "overtourism crisis" has created a heightened demand for the establishment of more sustainable enterprises within the tourism sector (Dobrea et al., 2023). The United Nations 2030 Sustainable Development Goals demanded firms to align their operations with new environmental requirements to contribute to the overarching purpose. In recent years, hoteliers have been urged to adopt environmentally sustainable practices due to various factors, including heightened consumer demand for eco-friendly products and services, growing interest in sustainable development principles, stricter environmental regulations, management's commitment to sustainability, and enhanced customer satisfaction (Ahmed et al., 2022). In response to these effects and to the growing environmental awareness among hotel patrons, most global hotel chains have adjusted their policies and implemented social responsibility initiatives. In an era where environmental sustainability is crucial, the hospitality industry has the difficulty of incorporating sustainable practices into their operations while preserving an outstanding guest experience. 
The IHG hotel - Voco Saint Davids, Cardiff serves as a relevant case study for analysing this equilibrium. The hotel has undertaken numerous sustainable initiatives to reduce its environmental footprint while enhancing guest satisfaction and has implemented many eco-friendly initiatives, such as energy-efficient technologies, trash reduction programs, and the procurement of local and sustainable products. These initiatives exemplify a wider trend in the hospitality industry, as hotels endeavour to satisfy the demands of progressively environmentally aware travellers. These initiatives illustrate prevailing trends in the hotel industry, as according to Xu and Gursoy (2015) consumers increasingly prioritise sustainability in their accommodation selections. 
Situated on the waterfront of Cardiff Bay, Voco Saint Davids upscale hotel provides luxurious lodgings while promoting sustainable practices designed to reduce its ecological impact. This paper analyses the execution of these practices and assesses their influence on visitor experience, ultimately emphasising both advantages and areas needing enhancement. Comprehending the correlation between sustainability activities and guest experience is essential, as it offers insights into how hotels may utilise their dedication to sustainability as a competitive edge and this his study aims to assess the coexistence of sustainability and luxury, examining the impact of environmentally friendly measures on hotel operations. It will also emphasise the significance of sustainable practices in modern hospitality and their potential to improve guest experiences, creating a symbiotic relationship between the environment and the hotel industry.

















2. Literature review 

In recent decades, environmental challenges have emerged as one of the most crucial global concerns specially in the tourism sector which become one of the biggest sectors with a significant growth of 1.186 billion international tourists recorded in 2016 according to World Tourism Organisation (Wu, et al. 2019).  Fennell and Cooper (2020, p. 12) define tourism as discretionary travel and temporary accommodation of individuals away from their primary residence for one or more nights, except journeys undertaken primarily for the purpose of obtaining compensation from locations along the route and states that tourism expertise frequently centres on encouraging more consumption among individuals. The satisfaction of hotel guests is a worry that can adversely affect the environment if not managed properly. The incorporation of sustainable practices in the hospitality sector has garnered considerable attention in recent years, with several studies emphasising its significance for environmental stewardship and improved visitor experience. Contemporary product and service design activities increasingly emphasise that the product must not pose harm to society or the environment throughout its life-cycle stages.  In the tourism sector, as well as in other industries recent marketing research in the domains of Experiential Marketing, Brand Management, and Consumption Behaviour incorporates sustainability as a critical factor in user experience assessment and its impact on favourable organisational business. (Huang et al., 2014, Barnes, et al. 2020).
The heightened understanding of environmental degradation's consequences enhances guests' demand for sustainable behaviours (Juliana Philip NDALNAMU, et al., 2024, p. 150). Bharwani and Mathews (2023) assert that contemporary consumers pursuing a more balanced and sustainable lifestyle, demonstrating a heightened inclination towards sustainable practices and eco-friendly products. Susskind (2014) in his research involving 192 guests demonstrate this revealing that energy-saving modifications in guest rooms did not diminish satisfaction levels. Certain guests, especially those with elevated salaries, responded to the alterations and 45% of guests consented to pay elevated accommodation prices for sustainable initiatives.
Osti and Goffi (2021) reinforce this idea, emphasizing that, the emerging generation of guests is characterised as "Lifestyle of Health and Sustainability" consumers who emphasise holistic health, personal growth, sustainable living, environmental stewardship, and global social justice, reflecting a concern for their families and a dedication to a more sustainable society. These consumers prioritise their physical and emotional well-being and appreciate activities that foster sustainable development for both the environment and society. This burgeoning need is seen in consumers' preference for facilities that offer current technology and demonstrate a commitment to sustainability through various eco-friendly activities, resulting in the growing importance of "Green Hotels" and "Responsible Luxury." 
Researchers examined the correlation between the perceived significance of environmental issues and individual attitudes towards eco-friendly behaviours, indicating that heightened consumer awareness of environmental concerns correlates with increased corporate responsibility and a greater propensity to purchase eco-friendly products (Laroche, 2001). Multiple studies have investigated the influence of sustainability on customer behaviour, emphasising consumer pleasure and loyalty as the principal attitudinal and behavioural dimensions of sustainability. In the hotel sector, satisfaction is a vital element, as it influences the quality of products and services (Olya et al., 2021). Shifts in consumer attitudes towards environmental awareness, sustainability, and social responsibility are noted in the context of modern environmental trends where the significance of social and environmental responsibility in business is increasing.  These days biggest organisations of the hotel industry are adopting eco-friendly practices and implementing innovative technologies to minimise carbon footprints and enhance their sustainable image to increase customer retention and loyalty (Chen, 2015). Currently, sustainable development, a balance among environmental, economic, and social goals is crucial for ensuring the welfare of both present and future generations (United Nation, 1987). This necessity compels companies to participate in environmental transformation to mitigate the adverse externalities stemming from their economic activities.
Al-Gasawneh and Dalain (2023) contend in their research that, amid the current global economic downturn, customer retention and loyalty are profoundly affected by sustainability and service quality stating that sustainability is a critical issue for the hospitality sector, impacting hotel development, operations, and environmental, economic, and social consequences, while customer retention is essential for service excellence, particularly in the hotel and restaurant industries where service quality is paramount. Gadeikiene et al. (2012) also assert that establishing and sustaining relationships with environmentally conscious consumers, along with enhancing their loyalty, is crucial and can ensure a long-term competitive advantage for the company. Berezan et al. (2013) investigated the influence of sustainable practices implemented by hotels, correlating the concept of sustainability with guest pleasure and their intention to return. Repeat visitation is a crucial technique for profitability that enterprises aim to develop. Repeat visitation is a crucial strategy for profitability that businesses want to develop. The authors noted that, alongside repeat visitation, properties and brands also gained advantages such as client loyalty, decreased costs, and an improved public image. Yolal et al. (2017) cited in Xie et al (2019) reinforce the idees that customer loyalty is essential for the survival and profitability of a hospitality or tourism enterprise and that is also recognised it as the "future of hospitality marketing." Loyalty is a significant concept in hospitality literature as it influences future behavioural intentions and reflects customers' faith in the firm (Sipe and Testa, 2018). Rather (2018) states that customer loyalty signifies the degree of consumers' commitment to products and brands and defines loyalty as the intensity of the connection between an individual's relative attitudes and recurring purchases. 
Despite the clear benefits of sustainability, many hotels have challenges in implementing these practices. Research by Moreover, Epstein and Buhovac (2010) reveals that implementing sustainability inside an organisation encounters obstacles such as establishing objectives, overseeing everyday decisions, and resolving financial incentives. The answers of stakeholders might be erratic, complicating the decision-making process. Formal mechanisms such as management control, performance evaluation, and incentive systems are essential for successful execution. Furthermore Ghadge, A. et al. (2021) also reveals several impediments to adoption, including initial investment costs, firm size, lack of understanding of government rules, and a lack of consensus among stakeholders. Additionally, the study conducted by Jones, Hillier, and Comfort (2016) underscores the necessity for a comprehensive approach to sustainability, involving active participation from all stakeholders, including employees and guests.


3. Methodology 

This article examines the sustainability initiatives undertaken by Voco St. Davids Cardiff, a five-star hotel. These practices encompass energy conservation, water preservation, waste management strategies, environmental and quality certifications, maintenance of indoor air quality, techniques for reduction, reuse, and recycling, as well as engagement in socially responsible initiatives. The primary objective of the study is to assess customer satisfaction about sustainable initiatives at Voco Saint David five-star hotel. To fulfil the study's aims, an analytical, descriptive, and deductive approach is employed, involving a theoretical analysis of concepts and theories pertinent to sustainability, competitive advantage and guest service. The theoretical framework is developed after an extensive review of academic literature pertinent to the study's issues. The gathered data is evaluated to examine the varying perspectives (internal, external) about the use of sustainability and guest service requirements.





Figure 1

The research intended to determine the effect of implementing green practices on the operations at the IHG group Hotel - Voco Saint Davids, Cardiff and aimed to examine the benefits that Voco Saint Davids derives from adopting sustainable practices and to evaluate the effects of these practices on performance and guest experience and satisfaction.  The study will assess secondary data collecting on sustainability within the hotel industry, focussing specifically on five-star lodgings and examining visitor needs, as well as how sustainability contributes to meeting these needs to enhance guest service excellence. The method of assessing qualitative data began with the collecting of research data and concluded with a journal reflecting on personal experiences in the case study hotel.
The study will focus on the core two themes: sustainability and guest experience, which are divided in sub-themes. This section presents the main themes, and their associated sub-themes as illustrated in Figure 1. The sustainability segment was divided into two sub-themes: business sustainability and operational sustainability. The first encompasses sustainability plans, the promotion of sustainability duties, and the notion of sustainability, while the second emphasises operational aspects such as energy conservation, water preservation, and waste management. The second portion addresses visitor expectations and is categorised into three primary focal points: guest loyalty, retention, and satisfaction. Measures for environmental sustainability encompassed aspects of product design, including energy and water conservation, utilisation of solar power, and consumer communication. Social sustainability initiatives encompassed aspects pertaining to the work environment, employee safety and well-being, as well as customer orientation, quality, and information distribution. Economic sustainability initiatives encompassed aspects pertaining to occupancy and income enhancement, as well as competitiveness and market share expansion.
The research will analyse guest feedback at Voco Saint Davids to identify a correlation between the hotel's sustainability activities and guest satisfaction. The last section of the paper draws upon the insights acquired during the work placement, offering invaluable perspectives on the practical implementation of the theme at Voco Saint Davids. It directly observes how the hotel integrates sustainability into its operations and the quantifiable impacts of these initiatives on guest experience.
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Overview 

Voco is part of the IHG Hotels & Resorts (InterContinental Hotels Group), an international hospitality enterprise recognised for its extensive array of hotel brands that serve diverse travellers, from budget-oriented to luxury-seeking clientele. IHG operates in more than 100 countries, providing a varied portfolio of nearly 6,000 hotels and resorts, ranging from family-oriented lodgings to luxurious, customised experiences. Voco was established in 2018 as an upscale lifestyle brand within IHG Hotels & Resorts and is recognised for its unique character and dedication to delivering a welcoming guest experience (Sickel, 2018). The voco hotels brand of IHG Hotels & Resorts has emerged as the fastest-growing entity within the Premium collection during the past five years, boasting properties in 18 countries and introducing new hotels in Japan, Kenya, Spain, and India, counting 46 operational hotels and 55 in development, Voco significantly contributes to IHG's growth in conversions (Business world, 2023). Voco distinguishes itself with a relaxed yet sophisticated methodology, merging comfort with a casual refinement that attracts both business and leisure travellers (IHG Hotel and Resort, 2024). The welcome experience at Voco hotels is a hallmark of the company, guest receiving a cordial, individualised check-in experience, frequently accompanied by a distinctive amenity, such as freshly baked cookies or a welcome beverage, to ensure they feel at home immediately (Xin Chao, 2023)
The brand's unique identity and design embody the essence of their local environment, featuring vibrant colours and meticulous details (Travel & Tourism News Middle East, 2019). The "Me Time" philosophy offers guests an environment and facilities to relax and rejuvenate, featuring luxurious beds, comfortable furnishings, and accessible technology. Voco hotels have lively communal areas featuring regionally influenced meals and a laid-back atmosphere. The brand attracts travellers desiring a relaxed, enjoyable, and customised hotel experience that harmonises the allure of an independent hotel with the advantages of a reputable brand. 
Saint Davids is among the premier hotels in Wales and the sole five-star establishment in Cardiff (Top 10 Hotels, 2024). As illustrated in Appendix 1, the hotel is located adjacent to Cardiff Bay, a vibrant waterfront area celebrated for its cultural offerings, scenic views, and dining venues. The region is renowned for its amalgamation of contemporary attractions and historical landmarks. The once busiest coal-exporting port has been transformed into a cultural and recreational centre (Cardiff Bay Development Corporation, 2000, p.9). Prominent features comprise the renowned Wales Millennium Centre for the performing arts, the Senedd (Welsh Parliament), and the distinctive Pierhead Building. Visitors appreciate picturesque vistas along the waterfront, many food selections, and attractions such as the Cardiff Bay Barrage, which provides pathways for strolling and cycling with sweeping views of the sea. The hotel's location on the bay provides breathtaking views of the waterfront and convenient access to Cardiff's premier attractions, such as the Wales Millennium Centre and Cardiff Bay Barrage. This location offers guests a harmonious blend of urban vibrancy and tranquil scenery, featuring walking pathways, dining establishments, and historical landmarks in close proximity, rendering it perfect for travellers desiring both recreation and cultural enrichment.
The hotel's distinctive contemporary design aims to attract individuals, as it is widely recognised that consumers increasingly value fresh experiences and favour current aesthetics (Cachon and Swinney, 2011). Block (1995) quoted in Baek and Michael (2017) opines that the initial impression a customer forms of a product is its design, which can significantly influence the purchasing decision if that impression is sufficiently compelling. As can be seen and appendix 2, Voco undoubtedly exemplifies excellence in the design area and prides itself on providing a unique and sophisticated experience for both leisure and business visitors, showcasing award-winning architecture, luxurious amenities, and a dedication to sustainable practices (Reid, 2019). The accommodation contains 142 expansive rooms and suites, each meticulously designed with huge windows and balconies providing sweeping views of Cardiff Bay (IHG, 2024)
Voco St. David's can be easy defined as a lifestyle accommodation that prioritises the provision of a seamless guest experience with personalised care and meticulous attention to detail (Baek, Choe and Ok, 2020). The hotel operations are divided into 13 distinct department and as a member of the IHG InterContinental Hotels Group portfolio, the Voco Saint Davids operates with a sophisticated and unified system that integrates premium hospitality with environmental principles, emphasising sustainability and enhancing the guest experience.

PESTEL Analysis 

a. Political factors
The sustainability initiatives at Voco St. David’s Cardiff conform to local and national policies in the UK that promote ecologically sustainable company operations. According to Liu, et al. (2024) outdoor air pollution poses a considerable environmental health hazard, resulting in 4.2 million fatalities worldwide in 2019 and 29,000 premature deaths annually in the UK. Climate change is anticipated to profoundly affect air quality in the next decades, as anthropogenic greenhouse gas emissions frequently coincide with other air pollutants. Measures to mitigate greenhouse gas emissions to net zero will yield ancillary advantages to air quality enhancement. The United Kingdom has pledged to attain net zero emissions by 2050, necessitating both technological advancements and societal transformations (UK Parliament, 2024). The policy seeks to diminish carbon emissions via diverse climate initiatives and low-carbon technology. Air pollution, caused by hazardous gases such as NO2 and PM2.5, is the most significant environmental hazard to human health globally but the United Kingdom's 2019 Clean Air Strategy seeks to diminish PM2.5 levels (Department of Environmental food and rural affair, 2019). Climate mitigation measures aimed at achieving Net Zero emissions are expected to enhance regional and local air quality, resulting in related health benefits. Studies have shown that a 40% reduction in vehicle kilometres travelled can reduce PM2.5 concentration by 0.59 mg. m−3 (Zhong et al., 2023). Same study shows that in the UK, a 70% vehicle electrification scenario could lead to a significant reduction in NO2 concentrations and PM2.5 concentrations, with a 36% reduction in NOx and 1% reduction in PM2.5 from 2018 to 2030.


b. Economic factors
The tourism sector, especially the hospitality industry, is a swiftly expanding global enterprise that substantially enhances economic growth and societal progress. The Organisation for Economic Cooperation and Development (OECD) underscores its significance in member and partner economies, accounting for 4.4% of GDP, 6.9% of employment, and 21.5% of service-related exports (Costa and Costa, 2022). Rises in utility, labour, and supplier expenses affect profitability, necessitating cost-effective strategies, such as energy efficiency and waste minimisation, to sustain margins without significantly increasing prices. The UK is grappling with a severe cost-of-living crisis, characterized by declining disposable incomes, rising prices of basic necessities, lack of affordable housing, rising healthcare costs, and stagnant wages. The crisis has led to job losses, increased unemployment, high inflation, and a decline in living standards (Younis and Eberhardt, 2024). Voco St. Davids is affected by these economic changes which are influencing consumer expenditure and demand in all the hospitality sector, since patrons may curtail travel and lodging budgets. This climate requires adaptable pricing and promotional methods to entice both domestic and foreign tourists. 
The UK hotel industry is facing staff shortages as a result of the epidemic and Brexit, which have hindered worker availability (Arthur and Cheong 2021). Brexit diminished the number of EU nationals, significantly impacting industries dependent on foreign labour like hotel and hospitality. The pandemic intensified the problem, resulting in numerous workers departing the area during lockdowns. This has resulted in difficulties in recruitment for positions such as housekeeping, front desk, cooking, and management.  The UK supply chain, crucial to the economy and hospitality sector was also affected, experiencing a skills shortage attributed to Brexit uncertainty and its effects on EU nationals, with an anticipated shortfall of approximately 50,000 drivers (Salter, 2018). 

c. Social factors
Social aspects influence consumer behaviour and preferences, thereby impacting hotel service offers. The United Kingdom's varied socioeconomic landscape necessitates that hospitality enterprises be culturally inclusive and attuned to sensitivities. A significant number of United Kingdom shoppers appreciate enterprises that bolster local economies, and British travellers are increasingly prioritising eco-friendly alternatives. Booking.com's 2023 Sustainable Travel Report indicates that 76% of travellers intend to implement sustainable travel practices in the forthcoming year, with over 33,000 respondents evaluating methods to mitigate travel impact (World Economic Forum, 2023). Nonetheless, 49% of respondents perceive sustainable travel alternatives as prohibitively expensive due to escalating expenses and the global energy crisis.
The trends of remote work and the growing popularity of staycations are also influencing guest demographics, resulting in a rise in local and extended-stay patrons who desire "work-from-hotel" amenities and adaptable services (Hospitality Operation Technology, 2024).

d. Technological factors 
Technological advancements are essential for modernising hotel operations, improving client experience, and attaining operational efficiencies in the UK hotel sector. According to the Department of Business and Trade (2022) the United Kingdom is a preeminent authority in artificial intelligence, quantum technologies, semiconductors, telecommunications, financial technology, and cybersecurity and has attained a valuation over $1 trillion, positioning it as the third-largest technology hub worldwide. Dependable and high-velocity internet connectivity is essential, particularly with the increase in distant employment. A robust IT infrastructure enables hoteliers same as Voco St. David’s to accommodate business travellers and staycation guests with remote work capabilities.
The energy expenses and environmental regulations in the United Kingdom give access and help hoteliers to implement energy-efficient technologies such as LED lighting, smart thermostats, occupancy sensors, in-room smart key systems, water-cooled chillers, food decomposers and energy management solutions to reduce operational costs and carbon emissions. Technologies for waste reduction, such as recycling and composting systems, are crucial as the United Kingdom prioritises sustainability objectives. Chan et al (2020) assert in their study that numerous hotel firms have implemented environmental technologies to enhance their environmental performance, with 80% acknowledging the benefits. 

e. Environmental Factors
Environmental problems are progressively impacting operations and guest expectations in the UK hotel sector. Public awareness of climate change and environmental conservation is prominent, compelling hotels to implement sustainable practices, minimise waste, and manage resources judiciously. Consumers favour companies that engage in environmental sustainability and pursue eco-friendly services and products.
Hotels in the UK are under pressure to reduce their carbon emissions, preserve water, and procure local and organic products to attract environmentally aware patrons. Resource efficiency is essential as increasing energy and water expenses affect profitability. Moreover, the UK government's environmental regulations, encompassing objectives for carbon reduction, waste management, and energy efficiency, need hotel compliance with sustainability requirements, prompting investments in green technologies and eco-friendly practices. These activities not only comply with regulatory standards but also improve brand perception among environmentally aware patrons.

f. Legal Factors 
Legal aspects include several rules that influence the operational and compliance standards for hotels in the UK. Compliance with health and safety legislation, employment regulations, and environmental standards are essential. Labour regulations influence employment practices, working conditions, and wage structures, which have gained more significance in the post-Brexit context as hotels strive to attract and retain talent in a more constrained labour market. Modern slavery is an escalating concern within the hospitality industry, as global hotel corporations are susceptible to sexual exploitation, coerced labour, and the mistreatment of migrant workers (Guix and Lotfy, 2025). 
Moreover, rigorous health and safety rules are vital for safeguarding guests and staff, with heightened emphasis on hygiene in the aftermath of the COVID-19 pandemic. The Paris Agreement on climate change, ratified by 195 nations and the European Union in 2015, establishes a worldwide framework to restrict the increase in global average temperature to below 2°C above pre-industrial levels (Legrand, Chen and Laeis, 2023, p. 20). The United Kingdom environmental regulations are aligned to the international lows, encompassing directives on waste management, carbon emissions, and sustainable sourcing, compel hotels to implement responsible practices or risk incurring fines and reputational harm. 
Moreover, General Data Protection Regulation (GDPR) requirements need stringent data protection measures, as hotels manage substantial amounts of personal information from visitors during the booking and accommodation procedures (Huth, 2021). Adherence to these legal obligations is crucial for sustaining operational integrity, safeguarding reputation, and fostering consumer trust. 

Swot Analysis

a. Straights 
According to Godinho, et al (2018) The location of a hotel is a vital determinant of competitive advantage in the hospitality industry, with an escalating focus on location decision-making in recent years. The main straight of Voco St. David's is its prime location in the heart of Cardiff Bay, offering guests scenic views and proximity to cultural and recreational venues. When selecting their accommodation, guests consider the hotel brand, so the Voco St. Davids hotel benefits from its membership in IHG Hotel and Resorts.  Belonging to a strong and well-known brand makes Voco selection by guests easier and benefits the hotel (samad darvishi, 2021).
Being the only 5-star hotel in Cardiff Voco St. David’s offers a luxurious, guest-centred experience and is well known for its spa, wellness initiatives, and luxurious accommodations, that attracts travellers who are seeking luxury and health. These premium features elevate guest happiness, appealing to tourists who value both comfort and sustainability during their stay. The hotel employs sustainable techniques, including energy-efficient equipment, waste minimisation, and locally sourced products, appealing to contemporary ecologically conscious travellers. By utilising local suppliers for food and facilities, Voco St. David’s enhances the local economy, generating a favourable economic effect in Cardiff and contributing to the larger “green” economy.

b. Weaknesses
Voco St. David’s Hotel exhibits multiple shortcomings that may affect its operating efficiency and guest experience. A key concern is the elevated operating expenses linked to its luxury and sustainability efforts. According to some studies, hotels are not good at converting inputs into outputs and to be competitive in a price-competitive market, it is vital to reduce costs (Yılmaz, 2013). Adopting eco-friendly practices, like energy-efficient technology, sustainable sourcing, and waste reduction, results in increased costs, potentially straining profit margins, particularly when overseeing the expenses associated with luxury services and amenities.
The hotel faces intense competition from other luxury businesses in Cardiff and its surroundings. The competitive environment intensifies pressure on the hotel, necessitating ongoing improvement of its distinctive offerings to achieve successful differentiation. Pricing poses a significant challenge for hotel management, as pricing strategies are affected by competitive dynamics (Zhao, et al. 2020). To maintain their brand image, luxury hotels exhibit more stable pricing in declining price situations, while upscale hotels prefer dynamic pricing and supplementary charges. The elevated rate of Voco St. Davids may impact its revenue and competitiveness.

c. Opportunities
Voco St. David’s Hotel possesses numerous chances to augment its services and broaden its market presence and the growing demand for sustainable tourism is one of them. As more travellers prioritise eco-friendly accommodations, Voco St. David’s may establish itself as a leader in sustainable hospitality. Its dedication to sustainability coincides with these principles, appealing to environmentally conscious patrons and distinguishing the hotel as a favoured option for eco-friendly travellers. The increase in domestic tourism offers a substantial opportunity for Voco St. David’s to position itself as a premier luxury staycation location. By endorsing local activities and providing specific packages, the hotel can entice customers from the UK, especially those visiting Cardiff Bay and its vicinity.
With the increasing interest in health and wellness, Voco St. David’s may leverage its comprehensive spa facilities and wellness programs. By augmenting these products and advocating wellness-oriented activities, the hotel can attract guests pursuing rest and renewal, including health-conscious travellers and local residents. 

d. Threats
The UK government has set stringent environmental standards, requiring hotels to comply with regulations on carbon emissions, waste management and resource conservation. While Voco St. David’s is committed to green practices, the impending legislation may require additional spending on sustainable infrastructure, thereby increasing compliance costs that could strain resources. The UK luxury hotel sector is highly competitive, with a wealth of properties in and around Cardiff offering premium services and sustainable practices. As more hotels improve guest services and implement green practices, it can be increasingly difficult for Voco St. Davids to differentiate itself solely on its credentials. This competition requires the hotel to continually innovate and invest in distinctive guest experiences to maintain its status as a preferred choice.









5. Analyses of the sustainability impact on guest experience at Voco St. Davids Hotel, Cardiff
  
The hotel employs a guest-focused strategy, supported by IHG’s loyalty initiative and a proficient workforce motivated to maintain Voco’s “tread lightly” brand philosophy (Ollila, 2015). While the hotel industry fallowing the falling costs of technology has commenced the integration of service robots to improve the guest experience, Voco Saint David's adoption of robotics remains minimal (Cooper, 2021, p. 224). Van der Meulen et al (2024, p. 188 -189) study on the incorporation of service robots and artificial intelligence in hotels revealed that 42% of leisure guests perceived an enhancement in their experience due to robots, whilst 31% expressed disapproval, predominantly among business travellers. Notwithstanding the efficacy of robots, 60% favoured human assistance, and 67% indicated a willingness to return. Nonetheless, complications emerged, especially for senior clientele. This limited implementation is advantageous for the hotel's guest services, as robotic deployment has proven unfeasible for other establishments of the industry due to the lack of human interaction, inefficiencies that compel guests to invest additional time on specific tasks, as well as the robots' inability to respond to certain enquiries or provide personalised information (Bhimasta and Kuo, 2019).  At Voco Saint Davids, guests receive a combination of personal and digital assistance via IHG’s sophisticated reservation and customer service systems, improving ease and responsiveness. But even so, due to elevated occupancy rates, particularly during peak tourist seasons, ensuring uniform service quality across departments can be difficult. The diverse clientele, comprising business travellers, leisure tourists, and wellness visitors, might occasionally result in resource pressure while providing customised services to each individual. 
Sustainability is a core value for the hotel, which is part of the IHG Hotel and Resorts, a company well known for the high interest in adopting sustainable practices inside the organisation which has initiated its decade-long responsible business strategy, 'Journey to Tomorrow', with the objective of positively influencing individuals, communities, and the environment. The initiative is informed by studies indicating that customers are increasingly conscious of responsible travel, with the Covid-19 epidemic heightening this knowledge and emphasises five objectives: promoting a diverse culture, attaining gender parity, fostering inclusion, upholding human rights, enhancing communities, minimising energy use, and conserving water resources (Hotels Magazine, 2021).
IHG has pledged to science-based goals for carbon emissions, consistent with the Paris Agreement's objective of restricting global warming to 1.5°C. The corporation is striving to diminish emissions through enhanced energy efficiency, renewable energy procurement, and waste minimisation in both individual hotel operations and extensive supply chains and even if the last environmental sustainability report score of 40% from 100% indicates moderate performance and potential for enhancement in its carbon intensity comparative to industry standards, IHG is dedicated to a long-term reduction strategy (DitchCarbon, 2024). This year the company has initiated a low carbon initiative to be initiated in three sites to enhance energy efficiency in its sustainability-oriented hotels that seeks to enhance dependence on renewable energy and reduce on-site fossil fuel combustion and is main to assist in attracting consumers pursuing sustainable travel objectives and diminish IHG's carbon footprint (Mirza, 2024). Every low carbon pioneer hotel will provide sustainable amenities and possess operational sustainability certifications acknowledged by the Global Sustainable Tourism Council. 

The company is also developing a cohort of "low-carbon ready hotels" in nations lacking off-site renewable energy sources. In accordance with the IHG mission of 'True Hospitality for Good' and building upon years of significant advancements Voco is part of the company 'Journey to Tomorrow' which establishes a long-term trajectory for IHG towards beneficial transformation for its personnel, communities, and the environment (IHG Hotels and resorts, 2023). 

This is evident at Voco from the initial interaction between the guest and the front desk staff, who diligently communicate the hotel’s environmentally sustainable initiatives, including the linen and towel reuse program that encourages guest involvement in reducing water and energy consumption (Voco Saint Davids, 2024). The front desk personnel same as all the other departments staff is trained to involve guests in the hotel's sustainability activities. By elucidating the rationale for certain sustainable initiatives, such as towel reuse or digital communication, staff enable visitors to feel included into the hotel’s environmentally conscious objective, promoting awareness and involvement. This is crucial in advocating sustainable practices and fostering guest engagement, hence advancing the hotel’s overarching objective of minimising environmental impact and cultivating an eco-friendlier hospitality experience. Innerhofer (2024, p. 160) asserts that engaging individuals in sustainable planning and development is crucial, and that the involvement and consideration of all stakeholders are vital for a sustainable organisational development. Under the Green Reward Program, Voco St. David's provides benefits for guests who select for environmentally sustainable choices, such as forgoing daily housekeeping services to conserve water and electricity. The front desk elucidates these programs during check-in, enabling guest involvement in the hotel's sustainable objectives. Furthermore, guests receive information on waste reduction measures in their accommodations and communal areas and about the local sustainable transport or alternatives available. 

[bookmark: _Hlk181954528]Housekeeping department of the hotel also makes significant contributions to the hotel's sustainability objectives. This department has enacted multiple strategies to reduce environmental impact while upholding superior guest service standards. Each floor of the building has been fitted with distinct storage bins for recyclable items, including paper, cardboard, glass, plastic and metals, while materials from sustainably approved origins are utilised (Raghubalan and Raghubalan, 2015, p. 746 - 747). The department has chosen sustainable, biodegradable cleaning products that reduce the chemical effect on the environment while maintaining cleanliness and has switched to sustainable alternatives, such as the use of luxury bedding composed entirely of 100% recyclable materials, or aerated showers that facilitate water conservation and promote the reduction of energy and water heating costs (The official Cardiff Convention Bureau, 2024).  It has managed to decrease plastic waste by around 80% each year by substituting single-use plastics with refillable dispensers and the utilisation of biodegradable coffee cups and paper-based products for takeout and in-room items enhances trash reduction efforts.
The spa and wellness section aids the hotel’s energy saving objectives by employing efficient heating and ventilation systems, thereby minimising energy use while assuring guest comfort. Moreover, water-efficient fixtures, such aerated showerheads, contribute to diminished water consumption in the spa, which is especially crucial considering the substantial water requirements of wellness treatments. The department emphasises the utilisation of natural, cruelty-free products derived from sustainable or renewable plant-based sources. The hotel’s spa products are meticulously selected to exclude dangerous chemicals, promoting guest health and environmental sustainability. This selection method guarantees that the products utilised are both efficacious and environmentally safe, as well as non-harmful to local ecosystems. To minimise waste and enhance wellness, Voco St. David’s has launched a “barefoot spa” concept that obviates the necessity for throwaway slippers. Walking barefoot in the spa lowers plastic waste and offers health advantages, including grounding and stress reduction, so enhancing a holistic wellness experience that corresponds with eco-friendly principles (Voco St. Davids Cardiff, 2024).
The Food and Beverage department at Voco St. David’s – Tir a Mor restaurant plays a crucial role in the hotel’s dedication to environmental stewardship, exemplifying the integration of sustainability in food service with the guest experience. The restaurant emphasises the gastronomic legacy of the country and prioritises procuring foods from local sources to minimise food miles and bolster the rural economy, while also providing plant-based and vegetarian options to mitigate the carbon footprint linked to animal husbandry (City Life, 2022). This corresponds with overarching environmental objectives, as plant-based diets often exert a reduced environmental effect compared to meat-centric diets.​ 
Voco has received the prestigious Green Key eco-label for its compliance with the stringent standards set by the Foundation for Environmental Education (FEE), awarded to tourism and hospitality businesses (Green Economy Wales, 2022).The designation, overseen by Keep Britain Tidy and recognised by the World Tourism Organisation and the United Nations Environment Programme, represents a standard of excellence and was awarded to the hotel in 2022 (Venty, 2021).  Mathur, Khanna and Saxena (2017, p. 64) previous studies suggests that hotel guests exhibit minimal understanding of sustainable initiatives in five-star hotels, and that the existing sustainability measures do not significantly meet visitor expectations but receiving a globally acknowledged award for sustainable tourism, in acknowledgement of Voco Saint Davids' enhanced environmental standards and illustrates the coexistence of luxury accommodation with sustainability without detracting from the guest experience Customer satisfaction is a vital element in hotel management, as it assesses the degree of contentment clients derive from their experiences.
The definition and measurement of customer experience are complex, and achieving consensus on their characteristics remains elusive in the realms of marketing and tourism (Dixit, 2020, p. 69-73). Theories of consumer satisfaction, such as dissatisfaction of expectations and affirmative refutation, have been developed to assess their applicability in the hospitality and tourism industries (Skordoulis et al. (2024). Hotel experiences generally consist of a combination of products and services, with overall satisfaction stemming from the aggregate contentment with each specific element or attribute of these components. Satisfied customers are more likely to revisit and recommend a hotel, but dissatisfied customers may propagate a negative reputation and reduce income. Inferior performance in room quality or service markedly affects client discontent. Digital social media networks offer significant data for analysing client satisfaction, especially in the hospitality sector. Studies show that ender disparities can influence satisfaction, since female guests tend to analyse information more thoroughly and evaluate service quality less favourably than male guests, that’s why important for hoteliers to acknowledge these distinctions to prevent gender blindness and discontent (Rahimi et al. 2022).

Analysis Booking.com (2024) guest feedback regarding their experience at Voco Saint Davids, Cardiff indicates that the hotel is regarded as a superior option in Cardiff, with patrons valuing its hospitable atmosphere and proximity to cultural landmarks. However, they recommend improvements in dining consistency and logistical elements to enhance the overall guest experience. Additionally, numerous tourists commend the hotel's views of Cardiff Bay, solidifying its status as a premier selection for leisure travellers desiring a combination of tranquilly and accessibility to local attractions. Several guests note small concerns like as restricted parking and specific maintenance requirements in rooms; nonetheless, these do not significantly diminish the overall experience. The reliability of service quality and strategic location render it a preferred option for leisure travellers.

The hotel’s sustainability initiatives have garnered limited feedback; still, visitors typically commend the eco-friendly measures, like larger, refillable bathing items that reduce single-use plastics, and energy-saving procedures, which align with their values. Guests witness sustainable dining practices and local sourcing in the hotel's food and beverage offerings, enhancing the experience for environmentally conscious travellers. Despite the fact that most guests find these activities as beneficial to their stay, numerous reviews suggest a lack of awareness or a need for further information about the hotel's sustainability initiatives.






















6. Conclusion and recommendations 

In conclusion, implementing sustainability efforts at Voco St. David’s Hotel enhance client satisfaction, offering eco-conscious travellers a significant experience while promoting loyalty and brand advocacy. By concentrating on efficient resource management, waste minimisation, sustainable procurement, employee involvement, and guest awareness, the hotel markedly improve guest satisfaction, in accordance with increasing demands for environmentally responsible hospitality. Sustainable measures result in substantial long-term cost savings. Abdelkader (2022) study show that waste management did not significantly impact the performance of five-star hotels, but energy conservation, water conservation, and environmentally responsible purchasing significantly contributed. Voco St Davids optimising operations will diminishes costs over time, enhancing both the hotel's profitability and its ecological impact.  Escalating expenses for energy, water, and trash management in the new financial context of the economic crisis affecting Europe and the United Kingdom compel the hoteliers to implement sustainable, resource-efficient methods to mitigates expenses while reducing the hotel's environmental footprint. 

Voco St. David’s yields both short-term and long-term economic advantages by adopting these sustainable methods. Energy-saving solutions, such as LED lighting and water-efficient fixtures, diminish operational expenses, facilitating resource conservation that can be reinvested into guest amenities. Moreover, environmentally conscious travellers frequently exhibit a readiness to pay a premium for lodgings that possess robust sustainability credentials, so augmenting the hotel's market attractiveness and competitiveness. A survey using 35,000 visitor perceptions indicated that 79% of guests consider eco-friendly hotel operations while selecting accommodations (Omorinsola, et al., 2024). Ali, et al. 2023 are reinforcing this idea on them study on green hotels affirming that hotel theme is essential for maintaining superior service quality and fostering customer loyalty, as it underscores the significance of sustainable practices in the overall visitor experience. High satisfaction levels were observed, with 48.7% of reviewers awarding green hotels a rating of 5 out of 5.
Even though Voco St Davids has robust sustainability policies and implementations, there is always room for enhancement. Is recommended for the hotel to implement energy-efficient technologies that enable guests to regulate their hotel environment, customising lighting and temperature settings. The contemporary elements, together with their environmentally sustainable effects, may correspond with guests' preferences for comfort and technological integration. Moreover, Voco St Davids should engage customers more actively in sustainability initiatives, since this can enhance their relationship to the hotel and cultivate a favourable experience. Providing enhanced in-room education on sustainability activities, including recycling, water conservation, and the hotel's endeavours to mitigate carbon emissions, can motivate participation. When visitors comprehend the significance of these initiatives, they are more inclined to perceive themselves as contributors to the good transformation, so augmenting their pleasure with the hotel’s ethical practices. Providing experiences, such as guided eco-tours or excursions to local organic farms, enables guests to engage with the hotel’s dedication to sustainability. These activities offer enhanced experiences that emphasise the hotel’s sustainability principles while providing guests with distinctive, memorable opportunities to interact with the local environment. 

Voco St. Davids ought to advocate for local governance and offer guests an immersive, community-focused experience by organising or participating in clean-up initiatives in Cardiff Bay, motivating both guests and staff to engage, or by forming alliances with regional environmental organisations to bolster local conservation efforts or green spaces. This initiative will enhance local governance and offer visitors an immersive, community-focused experience, so improving the hotel's reputation and marketing within the community and reinforcing its status as an environmentally responsible leader.





7. Reflective Account 

During my placement at Voco St. David’s Cardiff, I noticed the substantial influence of sustainability measures on operations and guest service. During the 10 weeks, during which I was assigned to the food and beverage, reception and housekeeping departments, my responsibilities included daily interactions with guests, allowing me to observe first-hand the impact of sustainability on their experience and happiness, so I will focus this section of the paper to highlight some of my main observations on the topic and sustainable practice of Voco St. David. and the aspects in which these activities either improve or complicate guest service.

In the initial three weeks, I had the opportunity to engage in the food and beverage industry, specifically at the Tir a Mor restaurant. The restaurant is strategically situated adjacent to the reception lifts, facilitating easy access for both guests and external patrons. The venue is modern, including substantial Welsh cultural elements, expansive windows, and a breathtaking view of Cardiff Bay, offering guests an impressive indoor atmosphere. The indoor atmosphere affects consumer satisfaction (Anton, A. et al. 2017). The expansive windows substantially conserve electricity by permitting ample sunlight during the day, so obviating the necessity for supplementary power sources, while enchanting guests with the breathtaking ocean vista. The interior design and ornamental style known as "ambiance" has a crucial role in shaping client happiness (Xu et al. 2022). The restaurant employs energy-efficient bulbs and sensor candles in the evening, yet I observed that patrons favour natural light and are captivated by the scenery.
The restaurant's cuisine is acclaimed for its excellence, with diverse dishes and frequent menu alterations. Knowing that irresponsible consumer behaviour is a primary contributor to food waste in restaurants I anticipated a considerable food wastage rate. Waste in restaurants occurs during food preparation, which encompasses all operational processes and procedures assigned to the transportation, handling, storage, and cooking of food (Filimonau et al, 2020). I was pleased to see that chefs use portioning as a strategy to mitigate food waste and always offer leftovers from the breakfast buffet for employees. 
Waste segregation, a prevalent issue in many large restaurants, is systematically managed with designated containers for food, cardboard, plastic, and other materials. Each waiter is trained to categorise the remnants prior to sending the plates for washing. The sustainable practices implemented in the kitchen do not visibly impact the guests, as they occur behind doors, but it is reassuring that these steps do not compromise consumer happiness and quality. However, the organic and locally sourced cheeses, steaks, and fruits and vegetables were well received by the visitors who were excited to try local organic products. 
In the ensuing weeks, I had the opportunity to work at the front desk department. From the outset, the front desk manager instructed me on the hotel's sustainability initiatives and elucidated how the staff communicates the establishment's eco-friendly policies to guests, as well as the company's rewards program for those interested in endorsing sustainable practices. 
Global competitiveness has rendered innovation and technology as a crucial element in distinguishing destinations and enterprises within the tourist business (Alonso-Almeida, et al, 2016). Technology is an integral part of daily operations at Voco St. Davids where, including reception, guest registration, vehicle registration and online restaurant and spa appointments, all facilitated by advanced electronic gadgets and sophisticated software. The efficiency and professionalism of operations facilitated by technology consistently yield favourable outcomes for guests.
Even so, I was disheartened to observe the reception's excessive use of paper. Numerous welcome letters were printed every day and distributed to all IHG members, subsequently discarded or abandoned in the room. I contend that in the technological era, the hotel may adopt an alternative method for disseminating that information’s. A QR code affixed to the plastic of the room key that conveys all pertinent information may prove to be more beneficial and cost-effective.

The housekeeping department is fundamental in advancing the hotel's sustainable policies, potentially impacting the guest experience the most. Employees receive instruction on recycling, and each room is equipped with distinct trash containers and displayed information regarding waste segregation for guests. The bed linen is composed of recyclable materials, and the cleaning solutions used are all from an eco-friendly range. The hotel employs refillable cosmetics to minimise single-use plastic usage and has equipped all rooms with sensor flushing toilets and adjustable showers. The vast majority of the guests are pleased with the deployment of this new technologies and positively reacted to them. The hotel employs natural light to delineate areas within guestrooms, featuring bathrooms enclosed in glass walls and translucent fabric concealing light sources (Masullo, 2005). The concept underscores simplicity and the potency of luminous expression within darkness.

My stay at Voco St. David’s affirmed that sustainability in hospitality encompasses more than mere environmental initiatives, it involves crafting a comprehensive visitor experience that resonates with modern values. By integrating deliberate sustainability initiatives with exceptional guest care, Voco St. David’s can enhance its brand identity and cultivate guest loyalty. The influence of sustainability on guest happiness is clear; by continuous adaptation and communication, the hotel may further improve its environmental impact and bolster its reputation as a client-focused, eco-friendly location.
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Appendices 


Appendix 1 – Voco St. Davids Location
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Appendix 2 – Voco St. Davids Design 
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